Natural Resources Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

|Natural Resources I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
_No Tier 2 None None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0
0 1
0 0
Application None BlackBerry 0 2
Configuration 0 0
Total 0 2
0 0
Reporting None 0 1
0 0
Total 0 1
0 0
Total 0 3
0 0
Mobile Devices Error BlackBerry 0 1
0 0




High Low Medium Total
Mobile Devices Error BlackBerry 0 1 0
Configuration 0 0 0
Total 0 2 0
0 0 0
Total 0 2 0
0 0 0
0 5 0
0 0 0
Application None Novell 0 1 0
GroupWise 0 0 0
Total 0 1 0
0 0 0
Total 0 1 0
0 0 0
0 1 0
0 0 0
Application Error Cisco 0 1 0
AnyConnect 0 1 0
Internet 0 1 0
Explorer 0 1 0
Total 0 2 0
0 2 0
Password PGP 0 2 0
0 1 0
Utah Master 0 6 0
Directory 0 4 0
Total 0 8 0
0 5 0
Reporting Novell 0 2 0
GroupWise 0 2 0
Total 0 2 0
0 2 0




High

Low

Medium

Total

Application Total 12 0 12
9 0 9

Network Password Novell Client 3 0 3
for 32-bit 3 0 3

Total 3 0 3

3 0 3

Total 3 0 3

3 0 3

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
1 0 1

0 0 0

1 0 1

0 0 0

16 0 16

12 0 12

PC/Laptop 0 1 1
0 1 1

Total 0 1 1

0 1 1

Total 0 1 1

0 1 1

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
1 0 1

0 0 0

1 0 1

0 0 0

1 1 2

0 1 1

_No Tier 2 42 0 42
0 0 0




High

Low

Medium

Total

_No Tier 2 None Total 42 0 42
0 0 0

Total 42 0 42
0 0 0

Application Error Microsoft 1 0 1
Access 0 0 0

Microsoft 1 0 1

Windows XP 0 0 0

Microsoft Word 1 0 1

0 0 0

None 7 0 7

0 0 0

Novell 3 0 3

GroupWise 0 0 0

ZENworks for 1 0 1

Desktops 0 0 0

Total 14 0 14

0 0 0

None None 1 0 1
0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 2 0 2

0 0 0

Password Microsoft 1 0 1
PowerPoint 0 0 0

None 1 0 1

0 0 0

PGP 2 0 2

0 0 0

Total 4 0 4

0 0 0




High

Low

Medium

Total

Application Reporting None 4 0 4
0 0 0

Total 4 0 4

0 0 0

Total 24 0 24
0 0 0

Network Error None 2 1 3
0 0 0

Novell Client 4 0 4

for 32-bit 0 0 0

Total 6 1 7

0 0 0

Incident None 2 0 2
0 0 0

Total 2 0 2

0 0 0

None Novell Client 4 0 4
for 32-bit 0 0 0

Total 4 0 4

0 0 0

Password None 4 0 4
0 0 0

Novell Client 4 0 4

for 32-bit 0 0 0

State Payroll 1 0 1

Time Entry 0 0 0

Total 9 0 9

0 0 0

Total 21 1 22
0 0

PC/Laptop Error None 10 1 11
0 0 0




High

Low

Medium

Total

PC/Laptop Error Total 10 11
0 0

Hardware BlackBerry 1 1
0 0

None 4 4

0 0

Total 5 5

0 0

None None 2 2
0 0

Total 2 2

0 0

Password None 1 1
0 0

Total 1 1

0 0

Total 18 19
0 0

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Incident None 3 3
0 0

Novell iPrint 3 3

0 0

Total 6 6

0 0

None None 2 2
0 0

Total 2 2

0 0




High Low Medium Total
Print/Copy/Sca Total 9 0 9
n/Fax 0 0 0
114 2 116
0 0 0
_No Tier 2 None None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Total 4 0 4
0 0 0
Application Error Novell 2 0 2
GroupWise 1 0 1
Novell 1 0 1
Messenger 0 0 0
Total 3 0 3
1 0 1
None Novell 1 0 1
Messenger 0 0 0
Utah Master 1 0 1
Directory 0 0 0
Total 2 0 2
0 0 0
Password Novell 1 0 1
GroupWise 1 0 1
Utah Master 3 0 3
Directory 0 0 0
Total 4 0 4
1 0 1
Total 9 0 9
2 0 2
Network Error None 1 0 1
0 0 0




High Low Medium Total
Network Error Novell Client 2 0 2
for 32-bit 1 0 1
Total 3 0 3
1 0 1
Incident None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Password None 1 0 1
1 0 1
Novell Client 8 0 8
for 32-bit 6 0 6
Total 9 0 9
7 0 7
Performance None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 14 0 14
10 0 10
PC/Laptop Hardware None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




High

Low

Medium

Total

0 29 29

0 13 13

_No Tier 2 None None 0 3 7
0 0 0

Total 0 3 7

0 0 0

Total 0 3 7

0 0 0

Application Error None 0 0 1
0 0 0

Novell 0 1 1

GroupWise 0 0 0

Total 0 1 2

0 0 0

Total 0 1 2

0 0 0

Network Error None 0 2 2
0 0 0

Novell Client 0 1 1

for 32-bit 0 0 0

Total 0 3 3

0 0 0

Total 0 3 3

0 0 0

Server Error None 0 2 2
0 0 0

Total 0 2 2

0 0 0

Performance None 0 2 2

0 0 0

Total 0 2 2

0 0 0




High

Low

Medium

Total

Server Total 4 0 4
0 0 0

11 5 16

0 0 0

Network Error None 3 0 5
0 0 0

Total 3 0 5

0 0 0

Total 3 0 5

0 0 0

3 0 5

0 0 0

_No Tier 2 None None 5 0 5
0 0 0

Total 5 0 5

0 0 0

Total 5 0 5

0 0 0

Application Error Licensing 1 0 1
0 0 0

Novell 1 0 1

GroupWise 1 0 1

Total 2 0 2

1 0 1

Total 2 0 2

1 0 1

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1

0 0 0




High Low Medium Total
Network Performance Total 1 1
0 0
Total 2 2
0 0
PC/Laptop Error None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
10 10
1 1
Network Error None 0 1
0 0
Total 0 1
0 0
Incident None 1 1
0 0
Total 1 1
0 0
Total 1 2
0 0
1 2
0 0
Application Error Acrobat Reader 1 1
0 0
DWR Licensing 1 1
System 1 1
None 2 2
0 0
Novell 2 2
GroupWise 0 0




High

Low

Medium

Total

Application Error Total 6 0 6
1 0 1

Total 6 0 6
1 0 1

Network Error Cisco 1 0 1
AnyConnect 1 0 1

None 0 1 1

0 1 1

Total 1 1 2

1 1 2

Total 1 1 2
1 1 2

PC/Laptop Error None 0 1 1
0 0 0

Novell Client 1 0 1

for 32-bit 1 0 1

Total 1 1 2

1 0 1

Hardware None 3 0 3
2 0 2

Total 3 0 3

2 0 2

Performance Microsoft 1 0 1
Windows XP 1 0 1

Total 1 0 1

1 0 1

Virus Symantec 1 0 1
Endpoint 0 0 0

Total 1 0 1

0 0 0

Total 6 1 7
4 0 4




High

Low

Medium

Total

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Toner/Fuser/Ink None 1 1

1 1

Total 1 1

1 1

Total 2 2

1 1

Server Hardware None 0 1
0 0

Total 0 1

0 0

Performance Data 1 1

Warehouse 0 0

Total 1 1

0 0

Total 1 2

0 0

16 19

7 8

_No Tier 2 None None 2 2
0 0

Novell 1 1

GroupWise 1 1

PGP 1 1

1 1

Symantec 1 1

AntiVirus 1 1

Total 5 5

3 3




High

Low

Medium

Total

_No Tier 2

Total

Application

Error

None

Total

None

Novell
GroupWise

o

Total

o

Total

Network

Incident

Microsoft
Windows XP

Novell
GroupWise

Total

Password

None

Total

Performance

None

Total

o

Virus

Microsoft
Windows XP

o

Symantec
Endpoint

Total




High

Low

Medium

Total

Network Total 7 7
4 4

PC/Laptop Hardware None 1 1
0 0

Total 1 1

0 0

Performance None 2 2

1 1

Total 2 2

1 1

Virus Microsoft 1 1

Windows XP 1 1

None 2 2

0 0

Total 3 3

1 1

Total 6 6

2 2

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Queue None 1 1

1 1

Total 1 1

1 1

Total 2 2

1 1

22 22

12 12

_No Tier 2 None None 1 1
0 0




High

Low

Medium

Total

_No Tier 2

Application

Telecom

None

Total

Total

Error

Internet
Explorer

Total

Total

Call/Receive

None

Total

Dial Tone

None

Telephone

Total

None

None

Total

Voice Mail

None

Total




High Low Medium Total
Telecom 11 16
0 0
11 16
0 0
Application Error Internet 0 1
Explorer 0 0
Total 0 1
0 0
Total 0 1
0 0
Telecom Hardware 1
0
1
0
1
0
2
0
264

47




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
_No Tier 2 None None 0 1 0
0 0 0
Total 0 1 0
0 0 0
Total 0 1 0
0 0 0
0 1 0
0 0 0
Application None BlackBerry 0 2 0
Configuration 0 1 0
Total 0 2 0
0 1 0
Reporting None 0 1 0
0 1 0
Total 0 1 0
0 1 0
Total 0 3 0
0 2 0
Mobile Devices Error BlackBerry 0 1 0
0 0 0
BlackBerry 0 1 0
Configuration 0 1 0
Total 0 2 0
0 1 0




High

Low

Medium

Total

Mobile Devices Total 2 2
1 1

5 5

3 3

Application None Novell 1 1
GroupWise 0 0

Total 1 1

0 0

Total 1 1

0 0

1 1

0 0

Application Error Cisco 1 1
AnyConnect 0 0

Internet 1 !

Explorer 0 0

Total 2 2

0 0

Password PGP 2 2

0 0

Utah Master 6 6

Directory 0 0

Total 8 8

0 0

Reporting Novell 2 2

GroupWise 0 0

Total 2 2

0 0

Total 12 12

0 0

Network Password Novell Client 3 3
for 32-bit 0 0




High Low Medium Total
Network Password Total 3 3
0 0
Total 3 3
0 0
Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 1 1
0 0
16 16
0 0
PC/Laptop Error None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0
Print/Copy/Sca Incident None 1 1
n/Fax 1 1
Total 1 1
1 1
Total 1 1
1 1
1 2
1 1
_No Tier 2 None None 42 42
1 1
Total 42 42
1 1
Total 42 42




Application

High Low Medium Total

Error Microsoft 1 0 1
Access 1 0 1

Microsoft 1 0 1

Windows XP 0 0 0

Microsoft Word 1 0 1

0 0 0

None 7 0 7

2 0 2

Novell 3 0 3

GroupWise 3 0 3

ZENworks for 1 0 1

Desktops 0 0 0

Total 14 0 14

6 0 6

None None 1 0 1
1 0 1

Novell 1 0 1

GroupWise 1 0 1

Total 2 0 2

2 0 2

Password Microsoft 1 0 1
PowerPoint 0 0 0

None 1 0 1

0 0 0

PGP 2 0 2

0 0 0

Total 4 0 4

0 0 0

Reporting None 4 0 4
2 0 2

Total 4 0 4

2 0 2




High Low Medium Total
Application Total 24 24
10 10
Network Error None 2 3
0 1
Novell Client 4 4
for 32-bit 2 2
Total 6 7
2 3
Incident None 2 2
1 1
Total 2 2
1 1
None Novell Client 4 4
for 32-bit 2 2
Total 4 4
2 2
Password None 4 4
2 2
Novell Client 4 4
for 32-bit 3 3
State Payroll 1 1
Time Entry 0 0
Total 9 9
5 5
Total 21 22
10 11
PC/Laptop Error None 10 11
5 6
Total 10 11
5 6
Hardware BlackBerry 1 1




High

Low

Medium

Total

PC/Laptop Hardware None 4 4
1 1

Total 5 5

2 2

None None 2 2
1 1

Total 2 2

1 1

Password None 1 1
1 1

Total 1 1

1 1

Total 18 19
9 10

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Incident None 3 3
1 1

Novell iPrint 3 3

2 2

Total 6 6

3 3

None None 2 2
0 0

Total 2 2

0 0

Total 9 9
3 3

114 116

33 35




High

Low

Medium

Total

_No Tier 2 None None 0
0

Total 0

0

Total 0
0

Application Error Novell 0
GroupWise 0

Novell 0

Messenger 0

Total 0

0

None Novell 0
Messenger 0

Utah Master 0

Directory 0

Total 0

0

Password Novell 0
GroupWise 0

Utah Master 0

Directory 0

Total 0

0

Total 0
0

Network Error None 0
0

Novell Client 0

for 32-bit 0

Total 0




High

Low

Medium

Total

Network Incident None 1 1
0 0

Total 1 1

0 0

Password None 1 1

0 0

Novell Client 8 8

for 32-bit 1 1

Total 9 9

1 1

Performance None 1 1

0 0

Total 1 1

0 0

Total 14 14

2 2

PC/Laptop Hardware None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Print/Copy/Sca Incident None 1 1
n/Fax 1 1
Total 1 1

1 1

Total 1 1

1 1

29 29

7 7

_No Tier 2 None None 3 7
2 3




High

Low

Medium

Total

_No Tier 2 None Total 3 7
2 3

Total 3 7

2 3

Application Error None 0 1
0 0

Novell 1 1

GroupWise 0 0

Total 1 2

0 0

Total 1 2

0 0

Network Error None 2 2
0 0

Novell Client 1 1

for 32-bit 1 1

Total 3 3

1 1

Total 3 3

1 1

Server Error None 2 2
0 0

Total 2 2

0 0

Performance None 2 2

2 2

Total 2 2

2 2

Total 4 4

2 2

11 16

5 6




High

Low

Medium

Total

Network

_No Tier 2

Error

None

Total

Total

None

None

Total

Total

Application

Error

Licensing

Novell
GroupWise

Total

Total

Network

Error

None

Total

Performance

None

Total

Total




PC/Laptop

Network

Application

High Low Medium Total
Error None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
10 10
3 3
Error None 0 1
0 0
Total 0 1
0 0
Incident None 1 1
0 0
Total 1 1
0 0
Total 1 2
0 0
1 2
0 0
Error Acrobat Reader 1 1
0 0
DWR Licensing 1 1
System 0 0
None 2 2
0 0
Novell 2 2
GroupWise 0 0
Total 6 6
0 0
Total 6 6
0 0




High

Low

Medium

Total

Network

Error

Cisco
AnyConnect

None

Total

Total

-

PC/Laptop

Error

None

o

Novell Client
for 32-bit

Total

Hardware

None

Total

Performance

Microsoft
Windows XP

Total

Virus

Symantec
Endpoint

Total

-

Total

(o2}

Print/Copy/Sca
n/Fax

Error Code

None

Total




High

Low

Medium

Total

Print/Copy/Sca Toner/Fuser/ink None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

Server Hardware None 0 0 1
0 0 0

Total 0 0 1

0 0 0

Performance Data 1 0 1

Warehouse 0 0 0

Total 1 0 1

0 0 0

Total 1 0 2

0 0 0

16 2 19

0 1 1

_No Tier 2 None None 2 0 2
0 0 0

Novell 1 0 1

GroupWise 0 0 0

PGP 1 0 1

0 0 0

Symantec 1 0 1

AntiVirus 0 0 0

Total 5 0 5

0 0 0

Total 5 0 5

0 0 0

Application Error None 1 0 1
0 0 0




High Low Medium Total
Application Error Total 1 0 1
0 0 0
None Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
Network Incident Microsoft 1 0 1
Windows XP 1 0 1
Novell 1 0 1
GroupWise 0 0 0
Total 2 0 2
1 0 1
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Virus Microsoft 1 0 1
Windows XP 0 0 0
Symantec 1 0 1
Endpoint 0 0 0
Total 2 0 2
0 0 0
Total 7 0 7
1 0 1
PC/Laptop Hardware None 1 0 1
0 0 0




High

Low

Medium

Total

PC/Laptop Hardware Total 1 1
0 0

Performance None 2 2

0 0

Total 2 2

0 0

Virus Microsoft 1 1

Windows XP 0 0

None 2 2

0 0

Total 3 3

0 0

Total 6 6

0 0

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Queue None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

22 22

1 1

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0




Application

Telecom

High Low Medium Total

0 1 0 1

0 0 0 0

Error Internet 0 1 0 1
Explorer 0 0 0 0

Total 0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

Call/Receive 1 2 1 4
0 0 0 0

Total 1 2 1 4

0 0 0 0

Dial Tone None 0 1 0 1
0 0 0 0

Telephone 1 2 0 3

0 0 0 0

Total 1 3 0 4

0 0 0 0

None None 2 3 0 5
0 0 0 0

Total 2 3 0 5

0 0 0 0

Voice Mail 0 3 0 3
0 0 0 0

0 3 0 3

0 0 0 0

4 11 1 16

0 0 0 0

4 11 1 16

0 0 0 0




High

Low

Medium

Total

Application

Error

Internet
Explorer

Total

Total

Telecom

Hardware

264
58




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
Application None BlackBerry 0 2 0 2
Configuration 0.00 1.15 0.00 1.15
Total 0 2 0 2
0.00 1.15 0.00 1.15
Reporting None 0 1 0 1
0.00 1.60 0.00 1.60
Total 0 1 0 1
0.00 1.60 0.00 1.60
Total 0 3 0 3
0.00 1.30 0.00 1.30
Mobile Devices Error BlackBerry 0 1 0 1
0.00 0.24 0.00 0.24
BlackBerry 0 1 0 1
Configuration 0.00 2.06 0.00 2.06
Total 0 2 0 2
0.00 1.15 0.00 1.15




High Low Medium Total
Mobile Devices Total 0 2 0 2
0.00 1.15 0.00 1.15
0 5 0 5
0.00 1.24 0.00 1.24
Application None Novell 0 1 0 1
GroupWise 0.00 0.44 0.00 0.44
Total 0 1 0 1
0.00 0.44 0.00 0.44
Total 0 1 0 1
0.00 0.44 0.00 0.44
0 1 0 1
0.00 0.44 0.00 0.44
Application Error Cisco 0 1 0 1
AnyConnect 0.00 0.00 0.00 0.00
Internet 0 1 0 1
Explorer 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Password PGP 0 2 0 2
0.00 0.00 0.00 0.00
Utah Master 0 6 0 6
Directory 0.00 0.16 0.00 0.16
Total 0 8 0 8
0.00 0.12 0.00 0.12
Reporting Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 12 0 12
0.00 0.08 0.00 0.08
Network Password Novell Client 0 3 0 3
for 32-bit 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Network Password Total 0 3 0 3
0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.10 0.00 0.10
Total 0 1 0 1

0.00 0.10 0.00 0.10

Total 0 1 0 1

0.00 0.10 0.00 0.10

0 16 0 16

0.00 0.07 0.00 0.07

PC/Laptop Error None 0 0 1 1
0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 12.83 0.00 12.83
Total 0 1 0 1

0.00 12.83 0.00 12.83

Total 0 1 0 1

0.00 12.83 0.00 12.83

0 1 1 2

0.00 12.83 0.00 6.41

_No Tier 2 None None 0 42 0 42
0.00 0.15 0.00 0.15

Total 0 42 0 42

0.00 0.15 0.00 0.15

Total 0 42 0 42

0.00 0.15 0.00 0.15




Application

High Low Medium Total

Error Microsoft 0 1 0 1
Access 0.00 3.44 0.00 3.44

Microsoft 0 1 0 1

Windows XP 0.00 0.28 0.00 0.28

Microsoft Word 0 1 0 1

0.00 0.29 0.00 0.29

None 0 7 0 7

0.00 1.66 0.00 1.66

Novell 0 3 0 3

GroupWise 0.00 1.24 0.00 1.24

ZENworks for 0 1 0 1

Desktops 0.00 0.81 0.00 0.81

Total 0 14 0 14

0.00 1.44 0.00 1.44

None None 0 1 0 1
0.00 1.09 0.00 1.09

Novell 0 1 0 1

GroupWise 0.00 2.33 0.00 2.33

Total 0 2 0 2

0.00 1.71 0.00 1.71

Password Microsoft 0 1 0 1
PowerPoint 0.00 0.12 0.00 0.12

None 0 1 0 1

0.00 0.07 0.00 0.07

PGP 0 2 0 2

0.00 0.21 0.00 0.21

Total 0 4 0 4

0.00 0.15 0.00 0.15

Reporting None 0 4 0 4
0.00 1.40 0.00 1.40

Total 0 4 0 4

0.00 1.40 0.00 1.40




High Low Medium Total
Application Total 0 24 0 24
0.00 1.24 0.00 1.24
Network Error None 0 2 1 3
0.00 0.23 18.81 6.43
Novell Client 0 4 0 4
for 32-bit 0.00 0.90 0.00 0.90
Total 0 6 1 7
0.00 0.67 18.81 3.27
Incident None 0 2 0 2
0.00 0.77 0.00 0.77
Total 0 2 0 2
0.00 0.77 0.00 0.77
None Novell Client 0 4 0 4
for 32-bit 0.00 7.03 0.00 7.03
Total 0 4 0 4
0.00 7.03 0.00 7.03
Password None 0 4 0 4
0.00 0.97 0.00 0.97
Novell Client 0 4 0 4
for 32-bit 0.00 1.26 0.00 1.26
State Payroll 0 1 0 1
Time Entry 0.00 0.10 0.00 0.10
Total 0 9 0 9
0.00 1.00 0.00 1.00
Total 0 21 1 22
0.00 2.03 18.81 2.80
PC/Laptop Error None 0 10 1 11
0.00 1.55 4.02 1.77
Total 0 10 1 11
0.00 1.55 4.02 1.77
Hardware BlackBerry 0 1 0 1
0.00 412 0.00 412




High Low Medium Total
PC/Laptop Hardware None 0 4 0 4
0.00 1.94 0.00 1.94
Total 0 5 0 5
0.00 2.37 0.00 2.37
None None 0 2 0 2
0.00 0.96 0.00 0.96
Total 0 2 0 2
0.00 0.96 0.00 0.96
Password None 0 1 0 1
0.00 1.37 0.00 1.37
Total 0 1 0 1
0.00 1.37 0.00 1.37
Total 0 18 1 19
0.00 1.70 4.02 1.82
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.41 0.00 0.41
Total 0 1 0 1
0.00 0.41 0.00 0.41
Incident None 0 3 0 3
0.00 0.55 0.00 0.55
Novell iPrint 0 3 0 3
0.00 3.88 0.00 3.88
Total 0 6 0 6
0.00 2.22 0.00 2.22
None None 0 2 0 2
0.00 0.18 0.00 0.18
Total 0 2 0 2
0.00 0.18 0.00 0.18
Total 0 9 0 9
0.00 1.56 0.00 1.56
0 114 2 116
0.00 1.08 11.42 1.26




High Low Medium Total
_No Tier 2 None None 0 4 0 4
0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.00 0.00 0.00
Application Error Novell 0 2 0 2
GroupWise 0.00 0.40 0.00 0.40
Novell 0 1 0 1
Messenger 0.00 2.30 0.00 2.30
Total 0 3 0 3
0.00 1.03 0.00 1.03
None Novell 0 1 0 1
Messenger 0.00 0.68 0.00 0.68
Utah Master 0 1 0 1
Directory 0.00 0.16 0.00 0.16
Total 0 2 0 2
0.00 0.42 0.00 0.42
Password Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Utah Master 0 3 0 3
Directory 0.00 212 0.00 212
Total 0 4 0 4
0.00 1.59 0.00 1.59
Total 0 9 0 9
0.00 1.14 0.00 1.14
Network Error None 0 1 0 1
0.00 1.51 0.00 1.51
Novell Client 0 2 0 2
for 32-bit 0.00 0.06 0.00 0.06
Total 0 3 0 3
0.00 0.54 0.00 0.54




High Low Medium Total
Network Incident None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Novell Client 0 8 0 8
for 32-bit 0.00 0.47 0.00 0.47
Total 0 9 0 9
0.00 0.42 0.00 0.42
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 14 0 14
0.00 0.39 0.00 0.39
PC/Laptop Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 2.24 0.00 2.24
Total 0 1 0 1
0.00 2.24 0.00 2.24
Total 0 1 0 1
0.00 2.24 0.00 2.24
0 29 0 29
0.00 0.62 0.00 0.62
_No Tier 2 None None 0 3 4 7
0.00 1.26 0.59 0.88




High

Low

Medium

Total

_No Tier 2 None Total 0 3 4 7
0.00 1.26 0.59 0.88

Total 0 3 4 7

0.00 1.26 0.59 0.88

Application Error None 0 0 1 1
0.00 0.00 0.55 0.55

Novell 0 1 0 1

GroupWise 0.00 0.34 0.00 0.34

Total 0 1 1 2

0.00 0.34 0.55 0.44

Total 0 1 1 2

0.00 0.34 0.55 0.44

Network Error None 0 2 0 2
0.00 0.39 0.00 0.39

Novell Client 0 1 0 1

for 32-bit 0.00 473 0.00 473

Total 0 3 0 3

0.00 1.84 0.00 1.84

Total 0 3 0 3

0.00 1.84 0.00 1.84

Server Error None 0 2 0 2
0.00 0.33 0.00 0.33

Total 0 2 0 2

0.00 0.33 0.00 0.33

Performance None 0 2 0 2

0.00 1.88 0.00 1.88

Total 0 2 0 2

0.00 1.88 0.00 1.88

Total 0 4 0 4

0.00 1.11 0.00 1.11

0 11 5 16

0.00 1.28 0.58 1.06




High Low Medium Total
Network Error None 2 3 0 5
0.30 0.65 0.00 0.51
Total 2 3 0 5
0.30 0.65 0.00 0.51
Total 2 3 0 5
0.30 0.65 0.00 0.51
2 3 0 5
0.30 0.65 0.00 0.51
_No Tier 2 None None 0 5 0 5
0.00 0.67 0.00 0.67
Total 0 5 0 5
0.00 0.67 0.00 0.67
Total 0 5 0 5
0.00 0.67 0.00 0.67
Application Error Licensing 0 1 0 1
0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Network Error None 0 1 0 1
0.00 0.80 0.00 0.80
Total 0 1 0 1
0.00 0.80 0.00 0.80
Performance None 0 1 0 1
0.00 3.59 0.00 3.59
Total 0 1 0 1
0.00 3.59 0.00 3.59
Total 0 2 0 2
0.00 2.20 0.00 2.20




PC/Laptop

Network

Application

High Low Medium Total
Error None 0 1 0 1
0.00 0.09 0.00 0.09
Total 0 1 0 1
0.00 0.09 0.00 0.09
Total 0 1 0 1
0.00 0.09 0.00 0.09
0 10 0 10
0.00 0.78 0.00 0.78
Error None 0 0 1 1
0.00 0.00 0.55 0.55
Total 0 0 1 1
0.00 0.00 0.55 0.55
Incident None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 1 2
0.00 0.00 0.55 0.28
0 1 1 2
0.00 0.00 0.55 0.28
Error Acrobat Reader 0 1 0 1
0.00 0.00 0.00 0.00
DWR Licensing 0 1 0 1
System 0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.00 0.00 0.00
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Total 0 6 0 6
0.00 0.00 0.00 0.00
Total 0 6 0 6
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Network Error Cisco 0 1 0 1
AnyConnect 0.00 0.00 0.00 0.00

None 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 1 1 2

0.00 0.00 0.00 0.00

Total 0 1 1 2

0.00 0.00 0.00 0.00

PC/Laptop Error None 0 0 1 1
0.00 0.00 1.63 1.63

Novell Client 0 1 0 1

for 32-bit 0.00 0.00 0.00 0.00

Total 0 1 1 2

0.00 0.00 1.63 0.82

Hardware None 0 3 0 3

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Performance Microsoft 0 1 0 1

Windows XP 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Virus Symantec 0 1 0 1

Endpoint 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 6 1 7

0.00 0.00 1.63 0.23

Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00




High

Low

Medium

Total

Print/Copy/Sca Toner/Fuser/lnk | None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Server Hardware None 1 0 0 1
0.12 0.00 0.00 0.12

Total 1 0 0 1

0.12 0.00 0.00 0.12

Performance Data 0 1 0 1

Warehouse 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 1 1 0 2

0.12 0.00 0.00 0.06

1 16 2 19

0.12 0.00 0.82 0.09

_No Tier 2 None None 0 2 0 2
0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

PGP 0 1 0 1

0.00 0.00 0.00 0.00

Symantec 0 1 0 1

AntiVirus 0.00 0.00 0.00 0.00

Total 0 5 0 5

0.00 0.00 0.00 0.00

Total 0 5 0 5

0.00 0.00 0.00 0.00

Application Error None 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Error Total 0 1 0 1
0.00 0.00 0.00 0.00

None Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2
0.00 0.00 0.00 0.00

Network Incident Microsoft 0 1 0 1
Windows XP 0.00 2.97 0.00 2.97

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 1.48 0.00 1.48

Password None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Performance None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Virus Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

Symantec 0 1 0 1

Endpoint 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 7 0 7
0.00 0.42 0.00 0.42

PC/Laptop Hardware None 0 1 0 1
0.00 0.61 0.00 0.61




High

Low

Medium

Total

PC/Laptop Hardware Total 0 1 0 1
0.00 0.61 0.00 0.61

Performance None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Virus Microsoft 0 1 0 1

Windows XP 0.00 0.00 0.00 0.00

None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Total 0 6 0 6

0.00 0.10 0.00 0.10

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.66 0.00 0.66
Total 0 1 0 1

0.00 0.66 0.00 0.66

Queue None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.33 0.00 0.33

0 22 0 22

0.00 0.19 0.00 0.19

_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00




Application

Telecom

High Low Medium Total
0 1 0 1
0.00 0.00 0.00 0.00
Error Internet 0 1 0 1
Explorer 0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
0 1 0 1
0.00 0.27 0.00 0.27
0 1 0 1
0.00 0.27 0.00 0.27
Call/Receive 1 2 1 4
0.14 0.19 0.26 0.20
Total 1 2 1 4
0.14 0.19 0.26 0.20
Dial Tone None 0 1 0 1
0.00 0.14 0.00 0.14
Telephone 1 2 0 3
0.08 0.16 0.00 0.14
Total 1 3 0 4
0.08 0.16 0.00 0.14
None None 2 3 0 5
0.23 0.21 0.00 0.22
Total 2 3 0 5
0.23 0.21 0.00 0.22
Voice Mail 0 3 0 3
0.00 0.29 0.00 0.29
0 3 0 3
0.00 0.29 0.00 0.29
4 11 1 16
0.17 0.22 0.26 0.21
4 11 1 16
0.17 0.22 0.26 0.21




High Low Medium Total
Application Error Internet 0 0 1 1
Explorer 0.00 0.00 1.19 1.19
Total 0 0 1 1
0.00 0.00 1.19 1.19
Total 0 0 1 1
0.00 0.00 1.19 1.19
Telecom Hardware 1
0.70
1
0.70
1
0.70
2
0.94
264

0.85




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
_No Tier 2 None None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0
0 1 1
0 0 0
Application None BlackBerry 0 2 2
Configuration 0 0 0
Total 0 2 2
0 0 0
Reporting None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 3 3
0 0 0
Mobile Devices Error BlackBerry 0 1 1
0 0 0
BlackBerry 0 1 1
Configuration 0 0 0
Total 0 2 2
0 0 0
Total 0 2 2
0 0 0




High Low Medium Total
0 5 5
0 0 0
Application None Novell 0 1 1
GroupWise 0 1 1
Total 0 1 1
0 1 1
Total 0 1 1
0 1 1
0 1 1
0 1 1
Application Error Cisco 0 1 1
AnyConnect 0 0 0
Internet 0 1 1
Explorer 0 0 0
Total 0 2 2
0 0 0
Password PGP 0 2 2
0 0 0
Utah Master 0 6 6
Directory 0 0 0
Total 0 8 8
0 0 0
Reporting Novell 0 2 2
GroupWise 0 0 0
Total 0 2 2
0 0 0
Total 0 12 12
0 0 0
Network Password Novell Client 0 3 3
for 32-bit 0 0 0
Total 0 3 3
0 0 0




High

Low

Medium

Total

Network Total 3 3
0 0

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 1 1

0 0

16 16

0 0

PC/Laptop Error None 0 1
0 0

Total 0 1

0 0

Total 0 1

0 0

Print/Copy/Sca Incident None 1 1
n/Fax 1 1
Total 1 1

1 1

Total 1 1

1 1

1 2

1 1

_No Tier 2 None None 42 42
1 1

Total 42 42

1 1

Total 42 42

1 1

Application Error Microsoft 1 1
Access 0 0




Application

High Low Medium Total

Error Microsoft 1 0 1
Windows XP 0 0 0

Microsoft Word 1 0 1

0 0 0

None 7 0 7

3 0 3

Novell 3 0 3

GroupWise 2 0 2

ZENworks for 1 0 1

Desktops 0 0 0

Total 14 0 14

5 0 5

None None 1 0 1
0 0 0

Novell 1 0 1

GroupWise 1 0 1

Total 2 0 2

1 0 1

Password Microsoft 1 0 1
PowerPoint 0 0 0

None 1 0 1

0 0 0

PGP 2 0 2

1 0 1

Total 4 0 4

1 0 1

Reporting None 4 0 4
1 0 1

Total 4 0 4

1 0 1

Total 24 0 24
8 0 8




High Low Medium Total
Network Error None 2 1 3
0 1 1
Novell Client 4 0 4
for 32-bit 0 0 0
Total 6 1 7
0 1 1
Incident None 2 0 2
0 0 0
Total 2 0 2
0 0 0
None Novell Client 4 0 4
for 32-bit 2 0 2
Total 4 0 4
2 0 2
Password None 4 0 4
1 0 1
Novell Client 4 0 4
for 32-bit 0 0 0
State Payroll 1 0 1
Time Entry 0 0 0
Total 9 0 9
1 0 1
Total 21 1 22
1 4
PC/Laptop Error None 10 1 11
3 1 4
Total 10 1 11
3 1 4
Hardware BlackBerry 1 0 1
0 0 0
None 4 0 4
2 0 2




High

Low

Medium

Total

PC/Laptop Hardware Total 5 5
2 2

None None 2 2

1 1

Total 2 2

1 1

Password None 1 1

0 0

Total 1 1

0 0

Total 18 19

6 7

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Incident None 3 3

0 0

Novell iPrint 3 3

1 1

Total 6 6

1 1

None None 2 2

2 2

Total 2 2

2 2

Total 9 9

3 3

114 116

21 23

_No Tier 2 None None 4 4
0 0




High

Low

Medium

Total

_No Tier 2 None Total 4 0 4
0 0 0

Total 4 0 4
0 0 0

Application Error Novell 2 0 2
GroupWise 0 0 0

Novell 1 0 1

Messenger 0 0 0

Total 3 0 3

0 0 0

None Novell 1 0 1
Messenger 0 0 0

Utah Master 1 0 1

Directory 0 0 0

Total 2 0 2

0 0 0

Password Novell 1 0 1
GroupWise 0 0 0

Utah Master 3 0 3

Directory 0 0 0

Total 4 0 4

0 0 0

Total 9 0 9
0 0 0

Network Error None 1 0 1
0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Total 3 0 3

0 0 0

Incident None 1 0 1
0 0 0




High

Low

Medium

Total

Network Incident Total 1 1
0 0

Password None 1 1

0 0

Novell Client 8 8

for 32-bit 0 0

Total 9 9

0 0

Performance None 1 1

0 0

Total 1 1

0 0

Total 14 14

0 0

PC/Laptop Hardware None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 1 1

0 0

29 29

0 0

_No Tier 2 None None 3 7
0 1

Total 3 7




High

Low

Medium

Total

_No Tier 2 Total 3 4 7
0 1 1

Application Error None 0 1 1
0 0 0

Novell 1 0 1

GroupWise 1 0 1

Total 1 1 2

1 0 1

Total 1 1 2

1 0 1

Network Error None 2 0 2
1 0 1

Novell Client 1 0 1

for 32-bit 0 0 0

Total 3 0 3

1 0 1

Total 3 0 3

1 0 1

Server Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Performance None 2 0 2

1 0 1

Total 2 0 2

1 0 1

Total 4 0 4

1 0 1

11 5 16

3 1 4

Network Error None 3 0 5
2 0 2




High

Low

Medium

Total

Network Error Total 3 0 5
2 0 2

Total 3 0 5

2 0 2

3 0 5

2 0 2

_No Tier 2 None None 5 0 5
0 0 0

Total 5 0 5

0 0 0

Total 5 0 5

0 0 0

Application Error Licensing 1 0 1
0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Total 2 0 2

1 0 1

PC/Laptop Error None 1 0 1
0 0 0




High Low Medium Total
PC/Laptop Error Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
10 0 10
1 0 1
Network Error None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 1 2
0 0 0
1 1 2
0 0 0
Application Error Acrobat Reader 1 0 1
0 0 0
DWR Licensing 1 0 1
System 0 0 0
None 2 0 2
0 0 0
Novell 2 0 2
GroupWise 0 0 0
Total 6 0 6
0 0 0
Total 6 0 6
0 0 0
Network Error Cisco 1 0 1
AnyConnect 0 0 0




High

Low

Medium

Total

Network Error None 0 1 1
0 0 0

Total 1 1 2

0 0 0

Total 1 1 2

0 0 0

PC/Laptop Error None 0 1 1
0 0 0

Novell Client 1 0 1

for 32-bit 0 0 0

Total 1 1 2

0 0 0

Hardware None 3 0 3

0 0 0

Total 3 0 3

0 0 0

Performance Microsoft 1 0 1

Windows XP 0 0 0

Total 1 0 1

0 0 0

Virus Symantec 1 0 1

Endpoint 0 0 0

Total 1 0 1

0 0 0

Total 6 1 7

0 0 0

Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Toner/Fuser/Ink None 1 0 1

0 0 0




High

Low

Medium

Total

Print/Copy/Sca Toner/Fuser/ink Total 1 0 1
n/Fax 0 0 0
Total 2 0 2

0 0 0

Server Hardware None 0 0 1
0 0 0

Total 0 0 1

0 0 0

Performance Data 1 0 1

Warehouse 0 0 0

Total 1 0 1

0 0 0

Total 1 0 2

0 0 0

16 2 19

0 0 0

_No Tier 2 None None 2 0 2
0 0 0

Novell 1 0 1

GroupWise 0 0 0

PGP 1 0 1

0 0 0

Symantec 1 0 1

AntiVirus 0 0 0

Total 5 0 5

0 0 0

Total 5 0 5

0 0 0

Application Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0




High Low Medium Total
Application None Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
Network Incident Microsoft 1 0 1
Windows XP 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 2 0 2
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Virus Microsoft 1 0 1
Windows XP 0 0 0
Symantec 1 0 1
Endpoint 0 0 0
Total 2 0 2
0 0 0
Total 7 0 7
0 0 0
PC/Laptop Hardware None 1 0 1
0 0 0
Total 1 0 1
0 0 0




High

Low

Medium

Total

PC/Laptop Performance None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Virus Microsoft 1 0 1

Windows XP 0 0 0

None 2 0 2

0 0 0

Total 3 0 3

0 0 0

Total 6 0 6

0 0 0

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Queue None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

22 0 22

0 0 0

_No Tier 2 None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

1 0 1

0 0 0




High

Low

Medium

Total

Application

Telecom

Application

Error Internet 0 1 1
Explorer 0 0 0

Total 0 1 1

0 0 0

Total 0 1 1
0 0 0

0 1 1

0 0 0

Call/Receive None 1 2 4
0 0 0

Total 1 2 4

0 0 0

Dial Tone None 0 1 1
0 0 0

Telephone 1 2 3

0 0 0

Total 1 3 4

0 0 0

None None 2 3 5
0 1 1

Total 2 3 5

0 1 1

Voice Mail None 0 3 3
0 0 0

Total 0 3 3

0 0 0

Total 4 11 16
0 1 1

4 11 16

0 1 1

Error Internet 0 0 1
Explorer 0 0 0




High

Low

Medium

Total

Application

Error

Total

Total

Telecom

Hardware

264
33




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
Application None BlackBerry 0 2 0 2
Configuration 0.00 1.19 0.00 1.19
Total 0 2 0 2
0.00 1.19 0.00 1.19
Reporting None 0 1 0 1
0.00 1.76 0.00 1.76
Total 0 1 0 1
0.00 1.76 0.00 1.76
Total 0 3 0 3
0.00 1.38 0.00 1.38
Mobile Devices Error BlackBerry 0 1 0 1
0.00 0.43 0.00 0.43
BlackBerry 0 1 0 1
Configuration 0.00 4.05 0.00 4.05
Total 0 2 0 2
0.00 2.24 0.00 2.24




High Low Medium Total
Mobile Devices Total 0 2 0 2
0.00 2.24 0.00 2.24
0 5 0 5
0.00 1.72 0.00 1.72
Application None Novell 0 1 0 1
GroupWise 0.00 17.03 0.00 17.03
Total 0 1 0 1
0.00 17.03 0.00 17.03
Total 0 1 0 1
0.00 17.03 0.00 17.03
0 1 0 1
0.00 17.03 0.00 17.03
Application Error Cisco 0 1 0 1
AnyConnect 0.00 0.00 0.00 0.00
Internet 0 1 0 1
Explorer 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Password PGP 0 2 0 2
0.00 0.00 0.00 0.00
Utah Master 0 6 0 6
Directory 0.00 0.53 0.00 0.53
Total 0 8 0 8
0.00 0.43 0.00 0.43
Reporting Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 12 0 12
0.00 0.28 0.00 0.28
Network Password Novell Client 0 3 0 3
for 32-bit 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Network Password Total 0 3 0 3
0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.10 0.00 0.10
Total 0 1 0 1

0.00 0.10 0.00 0.10

Total 0 1 0 1

0.00 0.10 0.00 0.10

0 16 0 16

0.00 0.21 0.00 0.21

PC/Laptop Error None 0 0 1 1
0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 12.83 0.00 12.83
Total 0 1 0 1

0.00 12.83 0.00 12.83

Total 0 1 0 1

0.00 12.83 0.00 12.83

0 1 1 2

0.00 12.83 0.00 6.41

_No Tier 2 None None 0 42 0 42
0.00 0.73 0.00 0.73

Total 0 42 0 42

0.00 0.73 0.00 0.73

Total 0 42 0 42

0.00 0.73 0.00 0.73




Application

High Low Medium Total

Error Microsoft 0 1 0 1
Access 0.00 4.88 0.00 4.88

Microsoft 0 1 0 1

Windows XP 0.00 2.05 0.00 2.05

Microsoft Word 0 1 0 1

0.00 0.41 0.00 0.41

None 0 7 0 7

0.00 37.64 0.00 37.64

Novell 0 3 0 3

GroupWise 0.00 13.32 0.00 13.32

ZENworks for 0 1 0 1

Desktops 0.00 0.81 0.00 0.81

Total 0 14 0 14

0.00 22.26 0.00 22.26

None None 0 1 0 1
0.00 1.09 0.00 1.09

Novell 0 1 0 1

GroupWise 0.00 8.32 0.00 8.32

Total 0 2 0 2

0.00 4.71 0.00 4.71

Password Microsoft 0 1 0 1
PowerPoint 0.00 2.95 0.00 2.95

None 0 1 0 1

0.00 0.81 0.00 0.81

PGP 0 2 0 2

0.00 76.64 0.00 76.64

Total 0 4 0 4

0.00 39.26 0.00 39.26

Reporting None 0 4 0 4
0.00 4.61 0.00 4.61

Total 0 4 0 4

0.00 4.61 0.00 4.61




High Low Medium Total
Application Total 0 24 0 24
0.00 20.69 0.00 20.69
Network Error None 0 2 1 3
0.00 1.18 51.94 18.10
Novell Client 0 4 0 4
for 32-bit 0.00 2.40 0.00 2.40
Total 0 6 1 7
0.00 1.99 51.94 9.13
Incident None 0 2 0 2
0.00 1.96 0.00 1.96
Total 0 2 0 2
0.00 1.96 0.00 1.96
None Novell Client 0 4 0 4
for 32-bit 0.00 9.86 0.00 9.86
Total 0 4 0 4
0.00 9.86 0.00 9.86
Password None 0 4 0 4
0.00 2.79 0.00 2.79
Novell Client 0 4 0 4
for 32-bit 0.00 1.34 0.00 1.34
State Payroll 0 1 0 1
Time Entry 0.00 0.18 0.00 0.18
Total 0 9 0 9
0.00 1.86 0.00 1.86
Total 0 21 1 22
0.00 3.43 51.94 5.63
PC/Laptop Error None 0 10 1 11
0.00 9.47 4.02 8.97
Total 0 10 1 11
0.00 9.47 4.02 8.97
Hardware BlackBerry 0 1 0 1
0.00 412 0.00 412




High Low Medium Total
PC/Laptop Hardware None 0 4 0 4
0.00 3.77 0.00 3.77
Total 0 5 0 5
0.00 3.84 0.00 3.84
None None 0 2 0 2
0.00 4.61 0.00 4.61
Total 0 2 0 2
0.00 4.61 0.00 4.61
Password None 0 1 0 1
0.00 1.37 0.00 1.37
Total 0 1 0 1
0.00 1.37 0.00 1.37
Total 0 18 1 19
0.00 6.92 4.02 6.76
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.44 0.00 0.44
Total 0 1 0 1
0.00 0.44 0.00 0.44
Incident None 0 3 0 3
0.00 1.37 0.00 1.37
Novell iPrint 0 3 0 3
0.00 3.88 0.00 3.88
Total 0 6 0 6
0.00 2.63 0.00 2.63
None None 0 2 0 2
0.00 359.69 0.00 359.69
Total 0 2 0 2
0.00 359.69 0.00 359.69
Total 0 9 0 9
0.00 81.73 0.00 81.73
0 114 2 116
0.00 13.01 27.98 13.28




High Low Medium Total
_No Tier 2 None None 0 4 0 4
0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.00 0.00 0.00
Application Error Novell 0 2 0 2
GroupWise 0.00 1.41 0.00 1.41
Novell 0 1 0 1
Messenger 0.00 2.30 0.00 2.30
Total 0 3 0 3
0.00 1.70 0.00 1.70
None Novell 0 1 0 1
Messenger 0.00 0.68 0.00 0.68
Utah Master 0 1 0 1
Directory 0.00 2.25 0.00 2.25
Total 0 2 0 2
0.00 1.47 0.00 1.47
Password Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Utah Master 0 3 0 3
Directory 0.00 2.56 0.00 2.56
Total 0 4 0 4
0.00 1.92 0.00 1.92
Total 0 9 0 9
0.00 1.75 0.00 1.75
Network Error None 0 1 0 1
0.00 5.84 0.00 5.84
Novell Client 0 2 0 2
for 32-bit 0.00 0.56 0.00 0.56
Total 0 3 0 3
0.00 2.32 0.00 2.32




High Low Medium Total
Network Incident None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Novell Client 0 8 0 8
for 32-bit 0.00 0.54 0.00 0.54
Total 0 9 0 9
0.00 0.48 0.00 0.48
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 14 0 14
0.00 0.80 0.00 0.80
PC/Laptop Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 2.24 0.00 2.24
Total 0 1 0 1
0.00 2.24 0.00 2.24
Total 0 1 0 1
0.00 2.24 0.00 2.24
0 29 0 29
0.00 1.01 0.00 1.01
_No Tier 2 None None 0 3 4 7
0.00 3.82 39.97 24.48




High

Low

Medium

Total

_No Tier 2 None Total 0 3 4 7
0.00 3.82 39.97 24.48

Total 0 3 4 7

0.00 3.82 39.97 24.48

Application Error None 0 0 1 1
0.00 0.00 0.55 0.55

Novell 0 1 0 1

GroupWise 0.00 36.10 0.00 36.10

Total 0 1 1 2

0.00 36.10 0.55 18.32

Total 0 1 1 2

0.00 36.10 0.55 18.32

Network Error None 0 2 0 2
0.00 4.57 0.00 4.57

Novell Client 0 1 0 1

for 32-bit 0.00 473 0.00 473

Total 0 3 0 3

0.00 4.63 0.00 4.63

Total 0 3 0 3

0.00 4.63 0.00 4.63

Server Error None 0 2 0 2
0.00 2.56 0.00 2.56

Total 0 2 0 2

0.00 2.56 0.00 2.56

Performance None 0 2 0 2

0.00 9.16 0.00 9.16

Total 0 2 0 2

0.00 9.16 0.00 9.16

Total 0 4 0 4

0.00 5.86 0.00 5.86

0 11 5 16

0.00 7.72 32.09 15.33




High Low Medium Total
Network Error None 2 3 0 5
0.88 71.52 0.00 43.27
Total 2 3 0 5
0.88 71.52 0.00 43.27
Total 2 3 0 5
0.88 71.52 0.00 43.27
2 3 0 5
0.88 71.52 0.00 43.27
_No Tier 2 None None 0 5 0 5
0.00 0.67 0.00 0.67
Total 0 5 0 5
0.00 0.67 0.00 0.67
Total 0 5 0 5
0.00 0.67 0.00 0.67
Application Error Licensing 0 1 0 1
0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Network Error None 0 1 0 1
0.00 0.80 0.00 0.80
Total 0 1 0 1
0.00 0.80 0.00 0.80
Performance None 0 1 0 1
0.00 10.65 0.00 10.65
Total 0 1 0 1
0.00 10.65 0.00 10.65
Total 0 2 0 2
0.00 5.73 0.00 5.73




PC/Laptop

Network

Application

High Low Medium Total
Error None 0 1 0 1
0.00 3.75 0.00 3.75
Total 0 1 0 1
0.00 3.75 0.00 3.75
Total 0 1 0 1
0.00 3.75 0.00 3.75
0 10 0 10
0.00 1.95 0.00 1.95
Error None 0 0 1 1
0.00 0.00 0.69 0.69
Total 0 0 1 1
0.00 0.00 0.69 0.69
Incident None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 1 2
0.00 0.00 0.69 0.35
0 1 1 2
0.00 0.00 0.69 0.35
Error Acrobat Reader 0 1 0 1
0.00 0.00 0.00 0.00
DWR Licensing 0 1 0 1
System 0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.00 0.00 0.00
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Total 0 6 0 6
0.00 0.00 0.00 0.00
Total 0 6 0 6
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Network Error Cisco 0 1 0 1
AnyConnect 0.00 0.00 0.00 0.00

None 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 1 1 2

0.00 0.00 0.00 0.00

Total 0 1 1 2

0.00 0.00 0.00 0.00

PC/Laptop Error None 0 0 1 1
0.00 0.00 1.63 1.63

Novell Client 0 1 0 1

for 32-bit 0.00 0.00 0.00 0.00

Total 0 1 1 2

0.00 0.00 1.63 0.82

Hardware None 0 3 0 3

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Performance Microsoft 0 1 0 1

Windows XP 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Virus Symantec 0 1 0 1

Endpoint 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 6 1 7

0.00 0.00 1.63 0.23

Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00




High

Low

Medium

Total

Print/Copy/Sca Toner/Fuser/lnk | None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Server Hardware None 1 0 0 1
1.55 0.00 0.00 1.55

Total 1 0 0 1

1.55 0.00 0.00 1.55

Performance Data 0 1 0 1

Warehouse 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 1 1 0 2

1.55 0.00 0.00 0.77

1 16 2 19

1.55 0.00 0.82 0.17

_No Tier 2 None None 0 2 0 2
0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

PGP 0 1 0 1

0.00 0.00 0.00 0.00

Symantec 0 1 0 1

AntiVirus 0.00 0.00 0.00 0.00

Total 0 5 0 5

0.00 0.00 0.00 0.00

Total 0 5 0 5

0.00 0.00 0.00 0.00

Application Error None 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Error Total 0 1 0 1
0.00 0.00 0.00 0.00

None Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2
0.00 0.00 0.00 0.00

Network Incident Microsoft 0 1 0 1
Windows XP 0.00 2.97 0.00 2.97

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 1.48 0.00 1.48

Password None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Performance None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Virus Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

Symantec 0 1 0 1

Endpoint 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 7 0 7
0.00 0.42 0.00 0.42

PC/Laptop Hardware None 0 1 0 1
0.00 3.54 0.00 3.54




High

Low

Medium

Total

PC/Laptop Hardware Total 0 1 0 1
0.00 3.54 0.00 3.54

Performance None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Virus Microsoft 0 1 0 1

Windows XP 0.00 1.63 0.00 1.63

None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.54 0.00 0.54

Total 0 6 0 6

0.00 0.86 0.00 0.86

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.66 0.00 0.66
Total 0 1 0 1

0.00 0.66 0.00 0.66

Queue None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.33 0.00 0.33

0 22 0 22

0.00 0.40 0.00 0.40

_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00




Application

Telecom

High Low Medium Total
0 1 0 1
0.00 0.00 0.00 0.00
Error Internet 0 1 0 1
Explorer 0.00 3.58 0.00 3.58
Total 0 1 0 1
0.00 3.58 0.00 3.58
0 1 0 1
0.00 3.58 0.00 3.58
0 1 0 1
0.00 3.58 0.00 3.58
Call/Receive 1 2 1 4
1.51 0.80 0.77 0.97
Total 1 2 1 4
1.51 0.80 0.77 0.97
Dial Tone None 0 1 0 1
0.00 0.51 0.00 0.51
Telephone 1 2 0 3
0.54 0.41 0.00 0.45
Total 1 3 0 4
0.54 0.45 0.00 0.47
None None 2 3 0 5
0.65 10.93 0.00 6.82
Total 2 3 0 5
0.65 10.93 0.00 6.82
Voice Mail 0 3 0 3
0.00 0.39 0.00 0.39
0 3 0 3
0.00 0.39 0.00 0.39
4 11 1 16
0.83 3.36 0.77 2.56
4 11 1 16
0.83 3.36 0.77 2.56




High Low Medium Total

Application Error Internet 0 0 1 1

Explorer 0.00 0.00 1.42 1.42

Total 0 0 1 1

0.00 0.00 1.42 1.42

Total 0 0 1 1

0.00 0.00 1.42 1.42

Telecom Hardware 0 1 0 1

0.00 0.71 0.00 0.71

0 1 0 1

0.00 0.71 0.00 0.71

0 1 0 1

0.00 0.71 0.00 0.71

0 1 1 2

0.00 0.71 1.42 1.07

Total 7 244 13 264

0.95 7.89 16.99 8.15
INC000000133918 _No Tier 2 None None TIRMissed: No TIR: 0.69
Metro D Hosting Natural Resources Medium Closed TTR Missed: Yes TTR: 158.20
INC000000134645 _No Tier 2 None None TIR Missed: Yes TIR: 2.16
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 2.16
INC000000147571 _No Tier 2 None None TIR Missed: Yes TIR: 1.57
Metro D Hosting Natural Resources Low Closed TTR Missed: No TTR: 5.31
INC000000149115 _No Tier 2 None None TIRMissed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000152706 _No Tier 2 None None TIRMissed: No TIR: 0.23
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.23
INC000000152800 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000153084 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000153220 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000153554 _No Tier 2 None PGP TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000155089 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000155090 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00




INC000000156546 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156548 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156637 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156645 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000156698 _No Tier 2 None None TIRMissed: No TIR: 0.37
Metro D Hosting Natural Resources Medium Closed TTR Missed: No  TTR: 0.37
INC000000156787 _No Tier 2 None None TIR Missed: No TIR:  0.53
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.53
INC000000157193 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000157259 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000157438 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000157444 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000157526 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000158212 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000158617 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000158957 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000159126 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159240 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159432 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000159565 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Server Support Tear Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159574 _No Tier 2 None None TIR Missed: No TIR:  0.00
Salt Lake Data Center Operatior Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159808 _No Tier 2 None None TIR Missed: Yes TIR: 1.92
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 5.86
INC000000159909 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000159914 _No Tier 2 None Symantec AntiVirus TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000159945 _No Tier 2 None None TIR Missed: Yes TIR: 4.47
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.47
INC000000160052 _No Tier 2 None None TIRMissed: No TIR: 0.29
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 0.30




INC000000160275 _No Tier 2 None None TIR Missed: No TIR:  0.08
Metro D Hosting Natural Resources Medium Resolved TTR Missed: No  TTR: 0.08
INC000000160283 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160473  _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160761 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000161258 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000161405 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000161484 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.98
INC000000161623 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000161798 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000161876 _No Tier 2 None None TIR Missed: Yes TIR: 1.20
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.20
INC000000162060 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162113 _No Tier 2 None None TIR Missed: No TIR: 0.06
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 4.49
INC000000162256 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162443 _No Tier 2 None None TIR Missed: No TIR:  0.90
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.90
INC000000162495 _No Tier 2 None None TIR Missed: No TIR:  0.09
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 12.21
INC000000162785 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000163203 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000163233 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.01
INC000000163603 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000163615 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164362 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164433 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164436 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164439 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00




INC000000164450 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164851 _No Tier 2 None None TIR Missed: No  TIR: 0.03
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.05
INC000000164964 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.18
INC000000165003 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000165154 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000165258 _No Tier 2 None None TIR Missed: Yes TIR: 1.23
Metro D Hosting Natural Resources Medium Resolved TTR Missed: No TTR: 1.23
Application
INC000000123200  Application Password PGP TIRMissed: No TIR:  0.41
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 150.66
INC000000133973  Application Error None TIR Missed: No TIR:  0.08
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 238.58
INC000000140189  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.08
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 21.57
INC000000149123  Application Password Utah Master Directory TIR Missed: Yes TIR: 212
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 2.56
INC000000149124  Application Password Utah Master Directory TIR Missed: Yes TIR: 212
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 2.56
INC000000149125  Application Password Utah Master Directory TIR Missed: Yes TIR: 2.1
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 2.55
INC000000149536  Application Error Novell GroupWise 32-bit TIR Missed: No TIR: 0.34
Metro D Hosting Natural Resources Low Resolved TTR Missed: Yes TTR: 36.10
INC000000151264  Application Reporting None TIR Missed: No TIR: 0.96
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.70
INC000000151460  Application Error None TIRMissed: No TIR: 0.28
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 7.18
INC000000151955  Application None Novell GroupWise TIR Missed: No TIR: 0.44
Capitol Hosting Natural Resources Low Closed TTR Missed: Yes TTR: 17.03
INC000000152097  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.28
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.05
INC000000152199  Application Password PGP TIR Missed: No TIR:  0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000152256  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000152327  Application Error None TIRMissed: No TIR:  0.71
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.39
INC000000152383  Application Error Microsoft Word TIRMissed: No TIR: 0.29
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.41
INC000000152436  Application Error None TIRMissed: No TIR: 0.55
Metro D Hosting Natural Resources Medium Closed TTR Missed: No  TTR: 0.55
INC000000152455  Application Password Utah Master Directory TIR Missed: No TIR: 0.05
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 1.74
INC000000152471  Application Error None TIRMissed: No TIR: 045



Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.77
INC000000152580  Application Error Microsoft Access TIR Missed: Yes TIR: 3.44
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.88
INC000000152611  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000152615  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000152825  Application Reporting None TIR Missed: Yes TIR: 1.66
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.81
INC000000153004  Application Error Cisco AnyConnect VPN ( TIR Missed: No  TIR: 0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000153717  Application Reporting None TIRMissed: No TIR:  0.41
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 5.35
INC000000154060  Application None Novell GroupWise TIR Missed: Yes TIR: 2.33
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.32
INC000000154084  Application Error Licensing TIR Missed: No TIR:  0.00
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: No TTR: 0.00
INC000000154750  Application Password None TIRMissed: No TIR:  0.07
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.81
INC000000155763  Application Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000155914  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156039  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.49
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.70
INC000000156180  Application Error None TIR Missed: No TIR:  0.60
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.11
INC000000156422  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156438  Application Reporting None TIR Missed: Yes TIR: 2.58
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.58
INC000000156542  Application None Novell Messenger TIR Missed: No TIR: 0.68
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.68
INC000000156667  Application Error Internet Explorer TIR Missed: Yes TIR: 1.19
Voice/Data/WAN Services Natural Resources Medium Resolved TTR Missed: No  TTR: 1.42
INC000000156826  Application Error None TIR Missed: Yes TIR: 7.85
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 7.85
INC000000157283  Application Error Acrobat Reader TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000157385  Application None None TIR Missed: Yes TIR: 1.09
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.09
INC000000158446  Application None BlackBerry Configuration TIR Missed: Yes TIR: 1.64
Capitol Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.64
INC000000159265  Application Password PGP TIR Missed: No TIR:  0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159406  Application Error Novell Messenger TIR Missed: Yes TIR: 2.30
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 2.30
INC000000159486  Application Password Utah Master Directory TIR Missed: No TIR: 0.00



Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159511  Application Password PGP TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.62
INC000000159853  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160781  Application Error Internet Explorer TIR Missed: No  TIR: 0.27
Security Natural Resources Low Resolved TTR Missed: No  TTR: 3.58
INC000000160786  Application Error Novell GroupWise TIR Missed: No  TIR: 0.80
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 2.81
INC000000161519  Application None Utah Master Directory TIR Missed: No  TIR: 0.16
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 2.25
INC000000162107  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162748  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162752  Application Password Utah Master Directory TIR Missed: No TIR: 0.64
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 1.20
INC000000162933  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.15
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 16.68
INC000000163400  Application Error ZENworks for Desktops TIR Missed: No TIR: 0.81
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.81
INC000000163622  Application Password Utah Master Directory TIR Missed: No TIR: 0.25
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.25
INC000000164344  Application None Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164381  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164471  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164473  Application None BlackBerry Configuration TIR Missed: No TIR: 0.66
Capitol Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.75
INC000000164608  Application Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164764  Application Reporting None TIR Missed: Yes TIR: 1.60
Capitol Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.76
INC000000165126  Application Error None TIR Missed: Yes TIR: 1.61
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 1.61
INC000000165560  Application Error None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000165583  Application Password Microsoft PowerPoint TIR Missed: No TIR: 0.12
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.95
INC000000165654  Application Error DWR Licensing System TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Mobile Devices
INC000000156565  Mobile Devices Error BlackBerry Configuration TIR Missed: Yes TIR: 2.06
Capitol Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.05
INC000000159864  Mobile Devices Error BlackBerry TIR Missed: No TIR: 0.24
Capitol Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.43




Network

INC000000126193  Network Error None TIR Missed: Yes TIR: 18.81
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: Yes TTR: 51.94
INC000000135809  Network Error None TIRMissed: No TIR: 0.26
Metro D Network Natural Resources Low Closed TTR Missed: Yes TTR: 196.75
INC000000150225  Network Performance None TIR Missed: Yes TIR: 3.59
Metro D North Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 10.65
INC000000151299  Network Error None TIR Missed: No TIR: 0.98
Metro D Network Natural Resources Low Closed TTR Missed: Yes TTR: 12.12
INC000000151571 Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 3.01
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 3.01
INC000000151898  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.85
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.22
INC000000152204  Network Error None TIRMissed: No TIR: 0.55
Network Operations Natural Resources Medium Closed TTR Missed: No  TTR: 0.69
INC000000152501 Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000152544  Network Incident None TIRMissed: No TIR:  0.20
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.12
INC000000153199  Network Password None TIR Missed: No TIR: 0.06
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.31
INC000000154059  Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 2.25
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.90
INC000000154268  Network Virus Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000154392  Network Error None TIRMissed: No TIR: 0.25
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 0.25
INC000000154856  Network Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000154925  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000155683  Network Performance None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156068  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.29
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.29
INC000000156071 Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.35
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.35
INC000000156074  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.36
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.36
INC000000156362  Network Error None TIRMissed: No TIR: 0.35
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.24
INC000000156642  Network Incident None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156954  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.20
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.53
INC000000157113  Network Password None TIR Missed: Yes TIR: 1.74
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.74
INC000000157172  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00



Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000157199  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000158034  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.49
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.49
INC000000158044  Network Error None TIR Missed: No TIR:  0.53
Metro D Hosting Natural Resources Low Resolved TTR Missed: Yes TTR: 8.90
INC000000158129  Network Performance None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000159108  Network Password None TIR Missed: Yes TIR: 1.76
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.76
INC000000159116  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.12
Metro D Help Desk Natural Resources Low Closed TTR Missed: No  TTR: 1.11
INC000000159159  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.67
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 5.36
INC000000159318  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 4.73
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 4.73
INC000000159374  Network Incident None TIR Missed: Yes TIR: 1.34
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.81
INC000000159403  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.08
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.39
INC000000159608  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.27
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.56
INC000000159837  Network Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000159844  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000159929  Network Password None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160131  Network Incident None TIR Missed: No TIR:  0.00
Network Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160426  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160717  Network Error None TIR Missed: Yes TIR:  1.51
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 5.84
INC000000161262  Network Error None TIRMissed: No TIR: 0.23
INC000000161262  Network Error None TIRMissed: No TIR: 0.37
Metro D Network Natural Resources High Resolved TTR Missed: No  TTR: 0.23
Metro D Network Natural Resources High Resolved TTR Missed: No  TTR: 1.53
INC000000161314  Network Error None TIRMissed: No TIR: 0.72
Metro D Network Natural Resources Low Resolved TTR Missed: No  TTR: 5.70
INC000000161754  Network Incident Microsoft Windows XP Pi TIR Missed: Yes TIR: 2.97
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 2.97
INC000000161823  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.18
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.18
INC000000162160  Network Password State Payroll Time Entry TIR Missed: No TIR: 0.10
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.18
INC000000162295  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00



Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162354  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.11
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.48
INC000000162576  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162623  Network Error None TIR Missed: No  TIR: 0.12
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.12
INC000000162700  Network Virus Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162970  Network Password None TIR Missed: No TIR:  0.30
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 7.35
INC000000163244  Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 24.74
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 24.74
INC000000163730  Network Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000164235  Network Incident Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164597  Network Error Cisco AnyConnect VPN ( TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164706  Network Error None TIR Missed: No TIR: 0.80
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.80
INC000000165568  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.18
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.18
INC000000165588  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.47
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.61
PC/Laptop
INC000000142910  PC/Laptop Hardware None TIR Missed: No TIR:  0.08
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.08
INC000000149967  PC/Laptop Hardware None TIRMissed: No TIR:  0.61
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 3.54
INC000000151353  PC/Laptop Hardware None TIRMissed: No TIR: 0.67
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.02
INC000000152215  PC/Laptop Error None TIR Missed: Yes TIR: 2.51
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 7.61
INC000000152241  PC/Laptop None None TIR Missed: Yes TIR: 1.57
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.87
INC000000152373  PC/Laptop Error None TIRMissed: No TIR: 0.29
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.52
INC000000152591  PC/Laptop Hardware BlackBerry TIR Missed: Yes TIR: 4.12
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 4.12
INC000000152999  PC/Laptop Virus Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 1.63
INC000000153516  PC/Laptop Error None TIR Missed: Yes TIR: 1.47
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 2.53
INC000000154092  PC/Laptop Virus Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000155033  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00




INC000000155674  PC/Laptop Error None TIR Missed: No TIR:  0.53
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 3.50
INC000000155688  PC/Laptop Performance None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000156019  PC/Laptop Error None TIR Missed: Yes TIR: 1.79
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 1.79
INC000000156746  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000157135  PC/Laptop Error None TIR Missed: No TIR:  0.08
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.35
INC000000157952  PC/Laptop Error None TIR Missed: Yes TIR:  4.01
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 60.15
INC000000159474  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro C Desktop Support Natural Resources Medium Closed TTR Missed: No  TTR: 0.00
INC000000159607  PC/Laptop Error None TIRMissed: No TIR: 0.26
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.59
INC000000159710  PC/Laptop Password None TIR Missed: Yes TIR: 1.37
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No TTR: 1.37
INC000000160219  PC/Laptop Hardware None TIR Missed: No TIR:  0.50
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.50
INC000000160281  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160581  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160650  PC/Laptop Error None TIR Missed: Yes TIR: 3.59
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 5.50
INC000000160746  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000161478  PC/Laptop Error None TIR Missed: Yes TIR: 4.02
Metro D Desktop Support Natural Resources Medium Resolved TTR Missed: Yes TTR: 4.02
INC000000161721  PC/Laptop Error None TIR Missed: No TIR: 0.96
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 6.15
INC000000162384  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162593  PC/Laptop Error None TIR Missed: Yes TIR: 1.63
Rural Central Desktop Support Natural Resources Medium Resolved TTR Missed: No  TTR: 1.63
INC000000163371  PC/Laptop Error None TIR Missed: No TIR:  0.09
Metro D North Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.75
INC000000163731 PC/Laptop Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000163921 PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164364  PC/Laptop Hardware None TIR Missed: Yes TIR: 6.49
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 6.49
INC000000165424  PC/Laptop None None TIRMissed: No TIR: 0.35
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.35
INC000000165652  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00




Print/Copy/Scan/Fax

INC000000123017  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: Yes TTR: 445.35
INC000000130585  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.36
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 274.02
INC000000148473  Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: Yes TIR: 8.58
Metro D Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 8.58
INC000000153762  Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: No  TIR: 0.22
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.22
INC000000154580  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.25
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.25
INC000000154963  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 12.83
Metro C Desktop Support Natural Resources Low Closed TTR Missed: Yes TTR: 12.83
INC000000157147  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.17
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.29
INC000000157262  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.66
Rural South Desktop Support  Natural Resources Low Closed TTR Missed: No  TTR: 0.66
INC000000158191  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR:  0.41
Metro D Desktop Support Natural Resources Low Closed TTR Missed: No  TTR: 0.44
INC000000159990  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.24
Metro D Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 2.24
INC000000160057  Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: Yes TIR: 2.84
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 2.84
INC000000160164  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.10
Help Desk Natural Resources Low Resolved TTR Missed: No  TTR: 0.10
INC000000160284  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000160319  Print/Copy/Scan/Fax  Queue None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000162756  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.23
Metro D Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 3.58
INC000000163025  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
Server
INC000000153375  Server Error None TIRMissed: No TIR: 0.23
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 2.84
INC000000154284  Server Performance None TIR Missed: Yes TIR:  2.11
Metro D Hosting Natural Resources Low Closed TTR Missed: No  TTR: 2.11
INC000000161987  Server Hardware None TIRMissed: No TIR: 0.12
Rural Central Desktop Support Natural Resources High Resolved TTR Missed: No  TTR: 1.55
INC000000163538  Server Performance None TIR Missed: Yes TIR: 1.66
Metro D Hosting Natural Resources Low Resolved TTR Missed: Yes TTR: 16.21
INC000000164118  Server Performance Data Warehouse TIR Missed: No TIR:  0.00
Rural Central Desktop Support Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000164771  Server Error None TIRMissed: No TIR: 042
Metro D Hosting Natural Resources Low Resolved TTR Missed: No  TTR: 2.28
Telecom
INC000000152598  Telecom None None TIRMissed: No TIR:  0.20



Voice Operations Natural Resources Low Closed TTR Missed: Yes TTR: 29.01
INC000000154348  Telecom Call/Receive None TIR Missed: No  TIR: 0.35
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.63
INC000000154993  Telecom Voice Mail None TIR Missed: No  TIR: 0.20
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.20
INC000000156168  Telecom Dial Tone Telephone TIR Missed: No  TIR: 0.20
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.57
INC000000156176  Telecom Dial Tone None TIRMissed: No TIR: 0.14
Voice Operations Natural Resources Low Closed TTR Missed: No  TTR: 0.51
INC000000156674  Telecom Hardware None TIRMissed: No TIR: 0.70
Voice/Data/WAN Services Natural Resources Low Resolved TTR Missed: No  TTR: 0.71
INC000000158048  Telecom Dial Tone Telephone TIR Missed: No TIR: 0.08
Voice Operations Natural Resources High Closed TTR Missed: No  TTR: 0.54
INC000000159609  Telecom Call/Receive None TIR Missed: No TIR: 0.03
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.97
INC000000159718  Telecom Call/Receive None TIR Missed: No TIR: 0.14
Voice Operations Natural Resources High Resolved TTR Missed: No  TTR: 1.51
INC000000160391  Telecom Dial Tone Telephone TIR Missed: No TIR: 0.13
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.25
INC000000161380  Telecom Call/Receive None TIR Missed: No TIR: 0.26
Voice Operations Natural Resources Medium Resolved TTR Missed: No  TTR: 0.77
INC000000161673  Telecom None None TIRMissed: No TIR: 0.23
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.23
INC000000162695  Telecom None None TIRMissed: No TIR: 0.46
INC000000162695  Telecom None None TIR Missed: No TIR:  0.00
Voice Operations Natural Resources High Resolved TTR Missed: No  TTR: 1.29
Voice Operations Natural Resources High Resolved TTR Missed: No  TTR: 0.00
INC000000162720  Telecom Voice Mail None TIR Missed: No TIR: 0.63
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.86
INC000000163842  Telecom None None TIRMissed: No TIR:  0.21
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 3.55
INC000000164424  Telecom Voice Mail None TIR Missed: No TIR: 0.06
Voice Operations Natural Resources Low Resolved TTR Missed: No  TTR: 0.12




